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SECTION 1

NEGATIVE END USER IMPACTS

The following conditions describe the negntive end user experiences when critical end user information is
not exchanged universally between Curriers. These conditions include requests by the end user to chunge
Local Service Providers and/or chunge PIC selection.  This exchange of information is required so
Curriers can provide accurate timely customer service and billing to all end users regardless of the their
choice d Local Service Providers and/or PIC selection(s) ut any given time.

End User Initiated PIC Change(s)

» LSP Fails To Notify Losing Carrier (0ldAC) That End User Has Changed PIC

Billing errors will result and can only be remedied if the LSP sends a disconnect order to old AC.
> End user may be required to make numerous calls to Carrier(s) to resolve billing problems.

> End user may continue to receive an invoice for monthly recurring charges/cptional call plan fees
from old AC.

» LSP Fails To Notify Gaining Carrier (newAC) That End User Has Changed PIC

Service problems will result and billing errors will occur. The new AC has no account established for
end user but will receive network usage. There is no reliable capability for the new AC to identify the
new LSP thus, there is no way for the new AC to obtain BNA for the end user to facilitate accurate,
timely billing.

- End user will be able to make long distance calls on the new AC network but may not receive an
invoice.

> As a result of no receipt of CARE by the new AC, the new AC may place a network block on the
end user's line, bill the end user at an incorrect rate or not bill them at all.

&> End user may be required to make numerous calls to Carrier(s) to resolve billing problems
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End User Initiated Change in Local Service Providers With or Without PIC
Selection(s) Change

» Old/Losing LSP Fails To Notify Existing AC That End User Has Changed Local Service Providers
Notifications of a change in an end user’s Local Service Provider do not include a definitive PIC
status. Additionally, in those situations where the existing AC is notified of a change in LSP, often
times the identity of the new LSP is not communicated to the existing AC(s). Thus, the existing
AC(s) has/have no industry defined method to identify the new LSP if the new LSP is a
Resale/Unbundled Switching LSP. As a result, the existing AC(s) must make a business decision to
either continue to leave the end user as PIC’d OR remove the end user from the AC base and risk

inaccurate billing, unless a CARE record is received from the new LSP indicating the PIC was
retained.

= End user may be required to make numerous calls to Carrier(s) to resolve billing problems.

D If the end user chose to retain his existing PIC selection(s}, inaccurate end user billing may result
with higher rates as usage continues to flow.

> If the end user chose to change the PIC selection(s), continued inaccurate billing complaints may
result at the company executive, state and/or federal regulatory levels.

End User Initiated Change in Local Service Providers With or Without PIC
Selection(s) Change (continued)

» New/Gaining LSP Fails To Notify New AC (or Retained Existing AC) That End User Has
Changed Local Service Providers and Selected AC as His/Her PIC Selection
The new AC has no account established for end user but will receive network usage. There is no
reliable capability for the new AC to identify the new LSP thus, there is no way for the new AC to
obtain BNA for the end user to facilitate accurate, timely billing and customer service for this end
user. Due to no receipt of CARE by the new AC from the new LSP, the new AC may place a network
block on the end user’s line or bill the end user at an incorrect rate or not bill them at all.

> The end user may not be able to make long distance calls on the new AC network, or may receive
an invoice billed at higher rates. if the new AC(s) was/were not informed of the end user’s PIC
selection.

> End user may be required to make numerous calls to Carrier(s) to resolve billing problems
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End User Initiated Account Changes That Do Not Involve a Change in Local Service
Providers Or PIC Selection(s)

» LSP Fails To Communicate Critical End User Account Information Changes To Existing PIC’d
AC(s)
When an end user changes his telephone number, billing name or billing address, adds a line to the
existing service, disconnects an existing line or changes any other critical information, it is necessary
for this information to be exchanged with the PIC’d AC(s). When account activities are not
exchanged with the PIC’d AC(s), additional billing complaints and negative end user experiences

result. The end user impacts are the same or very similar to those previously identified for LSP and
PIC selection changes.

B> End user may be required to make numerous calls to Carrier(s) to resolve billing problems
> Inaccurate end user billing may result.

> Continued inaccurate billing complaints may result at the company executive, state and/or federal
regulatory levels.
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SECTION 2

MINIMUM CARE END-TO-END PROCESS FLOWS

The following section provides examples of how the CARE process would operate depicting various end
user request scenarios with the appropriate use of standardized CARE (TCSIs) to facilitate the exchange
of end user data relative to changes in local service, PIC selections and/or critical account information.
These examples illustrate the CARE TCSIs proposed in this Minimum CARE Standards document.
These scenarios are not meant to be all-inclusive, but rather, a subset of the most common end user
service change requests. Please refer to glossary following this section for acronym definitions.
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Scenario 1:

Install New Local Service Order From End User ~ Order Taken By LSP*
These scenaros depict the comvect process fo facilitate an end v=er's request tor new local =avice meludmg zelechon of
PIC when the call 13 recerved by the LSP. Scenario depicts tvo ditferent LSP surangements
+ Scenarto 1A LSP 1= facihib-bazed

* Scenarto 1B LSP 12 Resale TTnbundled Swatching } )
Scemarie 1A

Scenatio 1A 1. End User calls facalinc-based Local Service Provader o

commect new local service and select o PIC
’f}'i Facility-Based 1. Faahinv-Based LSP processes the end user’s ordes
I 2, L5P 3. LEF notibres the AC of the PIC selection
[CARE 2008 or 2003]

3. 2008 ar 2003 4. AC processes order - establishes end nser account and
Y putiates billme for PIC services

" . T

L\_H‘ I ,f;] Scenarie 1B

— L. Eud User calls resale vmbundle d switchuue Local
Scenario 1B Service Provuder to commect new local service and
select a PIC
1. 2, Resale Unbundled Switchang LSP processes the end

Foesale Tnbundled

swatclung {2a.} Fesale LSP notfies thew NSP/SWP of the
L5P onder for swatch provisienmg via the LSE
2. [non-CARFE]
- 4 {21.) NSESWP processes the order -~ Nohfies

7
<" 2a Ngn-CARE _ the LSF of mder completed via the LSE-UN
R Opder b plon-CARE

usel's o den

3. 2008 o1 2003

- [ SR.CH process [non CARF]
—— “Jf! - 3. L5F Nonfies the AC of the selechion
o . [CARE 2008 or 2003]
(_ Al ) MN&SE STWP 4. AC processes onder - estabilishes tle end nser acconnf
‘“;4 o s -
e -~ - and sutiates billing tor PIC services

-—__\__\_\____,_,__—"’

* Requests for new local Sermice nmst be handled via dmwect contact wirh the LSP.
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Scenario 4:
Existing End User Changes PIC Selection ~ Order Taken By New AC™
Scenao depicts tlwee ditferent LSP amrongements
« Scenmio 4A LSP s tacibitv-baszed
« Scenao 4B and 407 LSF 12 Besale Unbundled Switchme

Scemario 4B: Existing End User Changes PIC Selection - Ovder Taken by New AC
Tlus scenarto depicts the correct process to facilitate an end uzer = vequest to change PIC zelection when the call 1=

recerved by the New AC
Scenaric 4B

Scenatio 4B L. End vzer calls New AC to request a PIC selection change
- T T 2, New AC notifies end vzer’s Resale- Unbuandled
L s _ \ Switchmg LSF of end nuser’ s PIC change selection
_..( New [CARE 0101, 0104 or 0105]
\}‘\ Al r_./' 3. Besale Unbundled Swatchme LSP processes the PIC
2 0101, 010401 ™~ b Clhange ordes
ul T fi"f {3a.} Besale Unbundled Switchmg LSP l.'lirl.lh.l.‘:: then
- 4@/{6[“ NSPSWP of the PIC' Change order for swatch
Rezale Tbundled r provissonng via the LSE process [non-C' ARE]
-

Switclung {31.) NSP/SWP processes the order - Notifies the LSP
3 LSP of the PIC" selection oxder complered va the LSE-C'N
process [non-C ARE]
4. L5P notifies the Old and New AC:

2 .
ia Non-@ﬁ& \“‘4‘1\3 206
3b Hon-CARE

Lbi?’td” [ SB-CH ~ {4a.) LSP notifics OM AC of end user loss [CARE 2206]
- (4.} LSP nonfies New AC of PIC selection order
NEP/SWP L/J Sa ”l‘:'l N completed [CARE 2004]
"ul_ﬁ AC / 5. ACs process notifications
T— (R Old AC updates end user account md disc ontmues

bdling for PIC senvices

_ i iS5, New AC establishes end vser acconnf and wutiates
with the end user’s LSP or through contact with the new AC billine for PIC services

of choice - whe places the PIC Change order to the LSE on

¥ PIC Change requests may be handled throngh duect confact

behalf of the end vser. {Also See Scenario 3)
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Scenario 4 (continued):
Existing End User Changes PIC Selection ~ Order Taken By New AC*
Scenano depicts tluee different LEP arangements
+ Scenario 44 LEP 1= facihinv-based
» Scenario 4B & 40 LSP 12 Resale Tnbundled Switchme

Scensnio 4¢: Existing Fnd User Changes P1C Selection -~ Ouder Taken By New AC
Tt scenario depicts the correct process to facilitate an end vser’s request to change PIC selection when the call 1=
recerved by the New AC, and the identity of the end nzer”s Resale Tubundled LSP 15 nnkunown to New AC

Scewaio 4C T
1 v.__m. Mew h Scemario 4C (confinned
ey AC = \\U_ 6. LSP Notifies the Old and New AC":s
> Eﬁ..% :fui.fl[lﬁlﬂ.l\ (6a.) LSP notifies Old AC of end user loss
oL B10S \\L\ [CARE 2204]
M\K 3 A148 i6h.y LSP nohhies New AC of PIC selection ordes
. Facility-Based " completed [ ARE 20(M]
< NPA-NXX % + cE_.. 0104 =, ACs process nofific afons
./.msinv. Crwmer . e b _ {Ta Old AT updates end nser accomnr and
- — ——— 6b (2004 discontmnes billmg for PIC senices
| (T New AL establishes end nser account and
NSP/SWP f.;.mm%ﬂ:.m_m%.m uutiates billing for PIC services
Sb Non-CARE “~_
o iseew Y
-~ Ol ™ N ;,f_,._ Eesale Unbundled
ﬁf T AC A Swiatclung
T ga 2206 LEF
=

PIC Chanee requests may e handled theow w? dire ¢t contact with the end user’s LSP or tlu .J:.w? contact

with new AC - who places the PIC Chance order to the LSP on belialf of the end user. {Also see Scenarno
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Scenario 6:
End User Changes Local Service Provider, Ports Existing Telephone Number and Retains
Or Changes Existing PIC Selection ~ Number Portability~ Order Taken By New LSP

Scemario 6A: Old LSP is Gacilicv-based and New LSP is facilitv-based [Number Portability ]

i
| NEW
1 Facihty - Bazed
o LSP
.

2a Hon-QARE jdg-l'.m-t'!,-l?_':'
4 2003 61 2008 Ordp |

T )

b HMondCARE
Port WTH nctify

_ .
. S ) .
{ | € 7 owpisp T~
“-‘-__ ' J, ~. Switch Owner
- et il

#2231 CARE TCSI only communicates the termmation of the
LSP arrangement due to transfer to New LSP and postneg of

the WTIN. The stams of the end user’s PIC selection - whethes

retamed or changed 15 not known by the Old Al

Scenalio 64
1. End nser calls New Facilitv-Based LSF fo request new local senvice.
port existine telephone number and change PIC selechion
1. New LSP processes the end nser orde
{2a.) New LSF nonfies NP AC fo establish local nmmber postabilaby
arrangenient [non-CARTE process]
(2b.y WP AC contacts Switch CranerCld LSP to coordmate
conversion of telephone mmnber ta New LSP switch [non-
CARE process]
{2e.) NPAC provisions network [non-C ARFE process]
{24y NPAC confums to New LSP complete d immber conversion
[non-CAEE process]
3. UL LSF notifies Old AC end nzer has ported lus relephone
pupnlrer and service to a new LSP [{":KRE 22317 ]
4. New LSP notifies New AC of PIC selection [CARE 2003 or 2008]
5, Old & New AC's process nohihications
iSa) Old AC updates account - end nse transferred to new
LSF and ported lus telephone number -~ identity of New LSF
may or may not be known to Old AC ~ Old AC wats (X days)
to see if New LSP sends Old AC a PIC selection notice
midicatme AU retamed as to not distupt balling and PIC
SeIIC €8
{Sh.) New AC processes notification. establishes end vser accomt
and mutiates billmg for PIC seniices - New AC could be the
Old AC if end wser did not change PIC selection with L5P
change and telephane mumber port
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Mintmuom CARLE Standards Docurment
November 2002 Joint Proposal by AT&T, Sprint and WorldCom

Scenario 7:
End User Changes Telephone Number and Retains Existing PIC Selection on
New Number ~ Call Taken By LSP

Thexe scenmros depict the comvect process to facilitate an end veer s request to change telephone number md retamn lns
exiztmg PIC zelection. Scenano depicts two different LSP mvange ments

+ Scenarto A LSP a# facility-bazed

+ Scenano CB LSP = Rezale Unbundled Swatclhune

Scenario B

Seenaiio TH

. 1. Fud Ulser calls hus Eesale Tubundled Swarchme LSP and
NSPSWP | o oalk bundled Swatching |
> requests a telephone wumber change and retam his existmy
L g =
FIC selechion
" ™ - .
2a Moo CARE 2D Ign-CARE I, LSP processes the end nser s order and 1ssues a new telephone
number change LER-CH snuiber
L".:IP_ ic [ df‘:’_"| ormpleted o _ -
s - . {2a.) LSP nebfics NSP-SWP of munber change order for switch
provisiong i LSE process [non-C ARF]
\\‘_ . T {2b.) NSP SWP processes order and confums order complete fo
. Fxisting LSP via LSR-CN process [non-CARFE]
_/"f Rezale Tnbuadled 3. LSF nonfies the AC of the change w telephone number for end
e Switching nzer [CARE 1368/2360 or 2317] mdhcatmg PIC selection
3 2368 2369}}'531' ISP retamed
_‘_‘1_\‘ 4. AC updates accomut miermation - removes old relephone
- . . muuber and adds new teleplione munber to end nser 'z
4+ FEasting 3 account and billmg information
\ A /
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